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Why Usability and Access Services? 
QuestionPoint Chat Service 
What Kind of Questions are 
Patrons Asking on QuestionPoint?? 
"Can you check out laptops from Olin up 
until 10 pm today?" 
"If a book is “temporarily 
shelved at Uris Library 
Reserve", is there any way 
I can still get that book?" 
 "I had a book recalled but I am not 
going to be back in town for at least a 
month.  How do I return the book?" 
 
 
"I was interested in 
checking out 
RC78.7.N83 M756 
2003.  Is there any 
way to request it at 
the Mann 
circulation desk or 
do I need to find it 
myself on the 
shelves?" 
 
"Please tell me when I originally check out the following book: Magical Thinking: 
True Stories by Augusten Burroughs." 
 
 
AS Questions via 
QuestionPointAugust to October 2012 
During a three month period, CUL Librarians responded to 1057 questions 
via QuestionPoint Chat Reference service; 685 questions related to 
Access Services issues. 
Usability Testing is.... 
Steven KrugRocket Surgery Made Easy: The Do-It-
Yourself 
Guide to Finding and Fixing Usability Problems  
"Watching people try to use what you're 
creating/designing/building, with the 
intention of (a) making it easier for people 
to use or (b) proving that it is easy to use." 
Usability Testing at CUL 
 The User Assessment and Usability Group is 
comprised of IT staff, web designers, and 
public service staff.  The group facilitates 
usability testing for library-related clients. 
 
 The group relies on a number of methods for 
gathering user feedback.  The most common 
methods utilized are Paper Prototyping, Raw 




Usability Testing with Five Users 
Jakob Nielsen's Alertbox, March 19, 2000 




 A website prototype is constructed from paper and 
tested in the same manner as a "formal" usability test, 
except that a person acts as the "computer" to make the 
prototype functional for the test subjects. 
Raw Usability Testing 
 Stakeholders are brought in to watch a the users 
work through the usability test in real-time. 
Observers take notes then discuss user 
responses together over lunch. 
Cognitive Walkthrough 
 Usability team members 
review a website and 
work through a list of 
tasks, user actions and 
system displays.  The 
team then compiles 
feedback for the client.  
Faster and cheaper than 
testing with users and 
often provides valuable 
feedback.  Often used as 
test prior to bringing in 
real users. 
Most Usability Testing is Sponsored 
by Unit Libraries for their websites 




website image from 
October 2012.  
Course reserves still 
accessed via 
Course Help tab. 
"My Account" in 
October 2012; 




We are willing to confuse 
users trying to access 
course reserves in order 
to no mislabel the course 
guides that are also 
accessible via the course 
reserve page. 
Information on renewing 
items, fines, and library 
accounts are found 
according to patron 
status; 3 clicks into the 
website! 
How do our users 
understand the difference 
between all the delivery 
options? 
Reserves are NOT 
mentioned as a 
borrowing or delivery 









Themes Revealed from Usability 
Testing on AS Content... 
Lending policies and fines need to be both findable and understandable.  
Students need to know HOW to use the library before they will feel 
comfortable using the library! 
 
Hours, equipment & laptop availability need to be immediately located 
 
Accessing course reserves is a problem on the main CUL page and Unit 
Library websites. 
 
Students do not understand how to USE their account online to place requests, 
renew, check fines, and more. 
 
Fix the misunderstandings between the language we use and the language 
patrons understand.  Read "Library Terms that Users Understand by John 
Kupersmith, 2012. 
What Can You Do?? 
Get involved in 





Find out what feedback 
your library has already 
gathered on library 





and in library 
policies. 
Offer access services staff to  
help staff chat reference. 
Check unit library pages for access 
services content; suggest linking to main 
AS content maintained by AS staff. 
TEST your site!!! 
